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EVALUATIONOF adult services as a topic requires a 
definition and some arbitrary exclusions. This paper will review the 
- A 
progress toward evaluation of particular forms of adult services within 
libraries, evaluation of total adult service programs within a library, 
and broad evaluation of the status of adult services within public 
librarianship at the state and national level. It will attempt to identify 
the problems that have stood in the way of evaluation in its tightest 
sense, and to highlight the few important steps taken within the last ten 
years in evaluation of adult services. 
Public services to adults consist, in common parlance, of a cluster of 
techniques, procedures and methodologies by which libraries of all 
types serve adults. Since evaluation of reference and information ser- 
vices has been surveyed separately for this issue the exclusion of these 
services and the "reference department style of service" from the 
responsibility of this paper might have a tendency to emphasize the 
fracture of the field of adult services into activities. It will be the 
purpose of this paper to avoid such a fracture, while dealing directly 
with either broad adult service programs or with "nonreference" 
methodologies and techniques of adult services. 
Adult services in its entirety builds programs of service to users 
around four major functions: (1) information and bibliographic ser- 
vices, (2) guidance and advisory services, (3) orientation and instruc- 
tion in library resources and their use, and (4) stimulation of the 
library's public (user and nonuser) to intensified use of the library's 
resources and services. When discussing evaluation of broad programs 
of adult services, the field in its entirety will be considered. When 
discussing evaluation of specific service techniques or methodologies 
the concern will be primarily with the last three functions. 
-
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Because the field of adult services is a new one, with the term 
emerging as recently as the 1940s, there are limitations within the field 
itself that pose difficulties in evaluation. First, lack of agreement within 
the library profession as to the goals of adult services, except at the 
vaguest and most general level of formulation, has made it difficult to 
assign priorities or precise objectives to adult service programs on a 
national basis. Second, measurable objectives in terms of library output 
or  library impact have not been possible to conceive since adult services 
have been activated by the user rather than the library, which main- 
tains a "readiness to serve" attitude. Third, principles of adult services 
have not been formulated with a precision that makes evaluation of 
process a matter of more than personal taste. Finally, the sociological 
and psychological research skills needed for evaluation of the impact of 
adult services have not been mobilized to the task. Change in each of 
these areas, however, is in process in the 1970s. 
Evaluation depends upon use of a formal philosophy or  set of goals, 
values and theory that determine "what is desirable," as a framework 
for evaluation. The philosophy or goals derived from national or state 
standards, local panels of judges, and statements from the library 
leadership have all been used as bases for evaluation. As Olson (1970) 
pointed out in his Indiana Study,' consensus in the area of adult 
services goals has not been achieved. Even national standards have 
lacked the level of precision in values needed for evaluation purposes. 
While Minimum Standards for Public Libraly Systems, 1966?-shows a dis- 
tinct advance in precision on goals and adult service principles evolved 
in the decade following the groundbreaking 1956 Public Library Service: 
A Guide to Evaluation, with Minimum standard^,^ precise measures are 
identified far more abundantly in areas of personnel, materials, physi- 
cal facilities, and the administrative aspects of services than in require- 
ments of the services themselves. The inventory of service activities to 
be performed or persons to be served dominates the adult service 
aspect of the 1966 Standards. The evolution in 1973 and 1974 of new 
standards for adult services may provide a significant advance toward a 
precise statement of goals that will allow development of measurable 
objectives. With Lowell Martin's carefully constructed analysis of the 
needs of the Chicago Public Library (1969),4 the statements of service 
goals, objectives and descriptions are closely linked and may provide a 
model for the more general national standards. 
A second problem in developing evaluation of adult services lies in 
the public libraries' structuring of service activities primarily around a 
[338I LIBRARY TRENDS 
Public Sewices for Adults 
"readiness to serve" rather than library initiation of services. Because 
adult services have traditionally been viewed as activities performed 
when users demand them, they have lacked a sense of intensive pur- 
pose or precise objective which is important to establishing measures 
for evaluation. Evaluation has been more readily developed in relation 
to service to special publics whose use of the library is related to their 
particular needs or problems, which then become a focus for service 
and release librarians to initiate such service. Measurable progress 
toward solution of those problen~s and meeting of those needs can then 
be identified. Lacking such identifiable objectives, services have tradi- 
tionally been measured in terms of library "inputs" (books added, 
reading lists prepared, etc.) or, at best, "library outputs" (attendance at 
the Open House, books circulated from the exhibit), rather than in 
terms of "library impact" on the problem or need. 
If the services of the library are to be measured in terms of impact on 
society, then they must be designed with the social problem or the social 
need clearly in mind. Problem-oriented service design has been emerg- 
ing in adult services from the time of Minimum Standards for Public 
Library Systems, 1966, in which a new principle for service was enun- 
ciated: "The library system serves individuals and groups with special 
needsSv5Martin elaborated this concept as a central thesis in his study 
of the Chicago Public Library as he envisioned the large public library 
system as "a congery of special libraries adapted to the distinct groups 
and interests that characterize the diverse urban p~pulation."~ The 
needs and problems of these special groups were to have important 
influence on the direction of library service. 
The lack of a body of principles for adult services is a third obstacle to 
evaluation. Principles that provide a basis for analyzing the purposes 
for which an adult service is appropriate have not been clearly formu- 
lated nor agreed upon. New York Public Library's circulation depart- 
ment initiated a service policy manual in the early 1960s, but found the 
task formidable and difficult of consensus; such a manual of under- 
standings is almost essential to evaluation of an adult service technique 
or of a broad program of adult services. Again, national standards 
might be assumed an appropriate place for statement of these princi- 
ples, and the revision of standards now in progress may provide great- 
er clarity of principles of service forms and their interaction in an adult 
service program. 
Monroe's formulation of principles of reader services (1971)related 
to the di~advantaged,~ the statement on "Service for the Disadvantaged: 
Principles" prepared by the ALA Coordinating Committee on Library 
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Service to the Disadvantaged (1971),8 and Lipsman's (1972) criteria for 
services to the disadvantagedg show the stimulating influence of this 
area of service to development of a needed body of principle. 
A fourth problem inherent in adult services evaluation has been the 
failure of the field of adult services to recruit and utilize skills of 
sociological and psychological research techniques in program evalua- 
tion. Because broad programs of adult services have as their objectives 
the meeting of a wide range of personal and social needs, evaluation in 
terms of "library impact" or even of "library output" requires sociologi- 
cal and psychological research skills and understandings seldom acti- 
vated in the field of adult services. Uses of unobtrusive measures and 
social indicators, as well as psychological measures, have not evolved 
strongly in the evaluation of adult services, and are only beginning to 
appear in the 1970s. Edward Suchman has provided a guide outside 
the library field, but directly applicable to adult services programs, in 
his 1967 treatise on Evaluative Research: Principles and Practice in Public 
Seruice and Social Action program^.'^ Douglas Zweizigll (1973) has 
utilized models of research and statistical measures from the fields of 
communication and psychology that demonstrate the applicability of 
these fields to evaluation problems in adult services. 
Thus, specific progress can be noted on the fundamental deterrents 
to effective evaluation in the field of adult services in the 1970s. 
INFLUENCES OF ADULTON EVALUATI N SERVICES 
The period from 1965 to the present has seen the influence of at 
least three major factors on the development of programs of evalua- 
tion of adult services. Municipal and county management has begun to 
require public libraries as departments of government to assume their 
share of public accountability through application of the Program- 
Planning-Budgeting Systems (PPBS) or Management by Objectives 
(MBO) programs, and these systems build evaluation into the strategy 
of programs of service. Secondly, the staff of the Bureau of Libraries 
and Educational Technology, U.S. Office of Education, has given 
sustained emphasis to evaluation of adult service projects undertaken 
with their grant funds. Finally, the development of research orienta- 
tion within library school curricula, concurrent with research pro- 
grams and doctoral research expansion, has provided skills in evalua- 
tion and awareness of its significance among a wider group of 
librarians. 
As research entered librarianship as a style of investigation, evalua- 
tion made its way into the concerns of adult services, but only as an 
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occasional event. Joeckel and Carnovsky's 1940 study of the Chicago 
Public Library12 included as a small segment the evaluation of the 
Readers' Bureau-the heart of the adult service function of guidance 
and advisory service. They saw its limitations and recommended de- 
centralization of its functions. Evaluation follow-up on the effects of 
this action did not come until 1969 with Martin's study,4 which re- 
ported that decentralization killed the function. The need for sus- 
tained, responsible application of evaluation to the program of adult 
services is coming in the 1970s; however, it is coming not through 
isolated research projects, but through sustained, annual review as- 
sociated with PPBS or MBO or a diversity of related management 
structures for evaluation and review. The mood demanding public 
accountability of public agencies is forcing a desirable sustained em- 
phasis on evaluation. 
Typical of the influence of the PPBS procedures set in motion in 
public libraries is that in the Madison (Wisconsin) Public Library, 
chosen as an experimental agency to develop a pilot program budget 
for the city of Madison in 1969.13 The resulting budget was structured 
in terms of "General Services" to foster the individual's development 
and ability to participate in society through provision of materials and 
service for self-education, vocational improvement, personal recrea- 
tion, and cultural and intellectual enrichment; "Reference and Infor- 
mational Services" to provide a wide range of materials and skilled 
personnel to assist library users in obtaining specific information; 
"Group and Community Services" to serve the citizens of the commun- 
ity by assisting and cooperating with agencies and organizations in 
implementing and developing their programs; "Services to Groups 
with Special Needs" to serve groups and individuals whose needs, 
because of limitations in their ability to participate in conventional 
library programs, require specialized materials and services; "Unas- 
signed Services" consisting of administrative, planning, publicity, and 
staff development; and "Basic Support Services" including circulation, 
technical processes, supervision, facilities, and office routines. Output 
indicators were developed for each area of service, and in the prelimi- 
nary edition tended to be counts of activities, patrons, uses. 
The fact that an annual review of the program will be conducted 
means that fresh insights in relationship of goals to objectives, objec- 
tives to program, and program to costs and priorities will be built into 
the budget in the context of evaluation. MBO and PPBS are now 
common styles for public library planning, and will exert the greatest 
sustained influence on evaluation of adult services. 
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A second strong impetus to evaluation came from the federal gov- 
ernment in the period from 1965 to 1972. The administration of the 
Library Services and Construction Act (LSCA) by the Bureau of Li- 
raries and Educational Technology of the U.S. Office of Education has 
had a strong influence on evaluation of adult services in the following 
ways: 
1. The provision of grant funds for projects in local libraries related to 
disadvantaged, handicapped and institutionalized (special publics) 
gave emphasis to development of adult services of some depth and 
variety to special publics, and brought the focus of adult services to 
the reader and away from the more traditional "mode of service." 
2. The requirement of LSCA grants that there be "evaluation" of the 
service, with more emphasis each year upon the sophistication of 
this evaluation, has built into local public library systems a recogni- 
tion of evaluation as a major step in planning programs. 
3. 	The need to plan in terms of library objectives and community 
needs rather than relying on "making materials available," has been 
a first major insight that underlies the "evaluative approach to adult 
services." 
4. 	The LSCA workshops for state library staff at Ohio State University 
concerned with planning and the use of the CIPP model for plan- 
ning is acknowledged by state library staff to have greatly enhanced 
the state consultants' ability to help public library staffs plan and 
evaluate adult services. 
An exceptionally fine example of state-level response to the re- 
quirement by the Bureau of Libraries and Educational Technology 
that there be a formal program of planning-implementation-
evaluation, is that of Nebraska. Two basic publications, Planning to 
Plan14 and People. . . Serving People,15 are structured around measur- 
able objectives for public library service in the state. They establish 
service criteria for identifiable groups of users with special, identified 
needs for materials. Measurable objectives are set as well for the sup- 
port services in close relationship to their ability to fulfill the service 
objectives. Nebraska is defining first class library service as providing 
"qualified, individual oriented, empathetic, research, reference and 
resource personnel" and suggests, as an example, that 60 percent of 
the 71,678 cultural subgroup population of Nebraska be served by first 
class library service by January 28, 1977. Job-related adults and re-
searchers, it is envisioned, will be served by strong dependence on 
specialized library resources and services; and by January 28, 1977,25 
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percent of job-related adults and researchers will be satisfied by first 
class library service at the company or organization level, while 75 
percent will be satisfied by first class library service at the regional, 
network, state or federal level. The two brief illustrations above are 
drawn from the rich fabric of library planning for 1977, presented in 
such precise terms that full evaluation of the program can indeed be 
made in statistical form. 
Other statewide programs are pouring forth as a result of the LSCA 
workshops and the move to plan. All offer interesting formulations 
that will advance evaluation of adult services in an immediate, practical 
way in local public libraries. The CIPP (Context, Input, Process, Pro- 
duct) model, followed by most of the state plans, has evaluative criteria 
at the center of the planning effort. 
A final factor in improved evaluation of adult services is the change 
in programs of library education to include focus on evaluation and 
research. Workshops and continuing education, use of consultants to 
educate public library staffs in evaluation, as well as improved ap- 
proaches to evaluation in the basic library education programs of the 
country have made some contribution. Specific approaches to evalua- 
tion of adult services are incorporated in such courses as "Planning 
Reader Services" offered by Rutgers' Graduate School of Library Ser- 
vice and "Planning Reader Services in the Context of Systems" at 
University of M'isconsin-Madison. The use, at Louisiana State Univer- 
sity School of Library Science and at University of Wisconsin-Madison 
Library School, of the simulation game Microville, which focuses on 
-
planning with measurable objectives, assures that adult services stu- 
dents have an intensive experience with evaluative techniques and 
measures. l6 
As a major research project, Ernest DeProspo, of Rutgers Univer- 
sity, has been conducting a study the object of which is the evolution of 
measurement of effectiveness of public library service. While the re- 
port on this long-term study is not yet available in full, a partial ac- 
count17 documents some important facts: that measures will be de- 
veloped from data that can "reasonably" be supplied by any public 
library except the very smallest, and that the criteria would have face 
meaning to the average professional librarian. Measurement indicators 
include book and periodical availability indexes, records of building 
use, in-library and outside-library circulation, patterns of reference 
use, and personnel availability to public users. These indicators have 
been studied for their meaningfulness both in assessing the local pro- 
gram of service and public services at a regional or  national level. The 
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DeProspo study, when fully available, should have the strength to es- 
tablish new standard statistical data to be gathered universally from 
all public libraries, and begin a broad and comprehensive program of 
reporting from which programs of evaluation of adult services may be 
elaborated. 
Major evaluative studies focused directly upon adult services in the 
United States are few. They do exist, surveying and evaluating at a 
nationwide level or a statewide level, and broadly inclusive or focused 
upon one aspect of service. The growth of sophistication in these major 
studies provides a measure of the advance of evaluation in the library 
profession. 
Each of the studies reported here as evaluative research has avoided 
many of the common hazards of such evaluation, e.g., countable ac- 
tivities substituted for achievement; stress on effort rather than pro- 
duct; failure to examine critically the validity of program objectives; 
use of unreliable and invalid measures; lack of control or comparison 
groups; reliance on authority and expertjudgment to establish value of 
an activity; failure to see the value of an activity in terms of its interac- 
tion with other activities to achieve a purpose for the user; placing user 
purpose or problem as the standard for measurement of 
achievement.18 No one of the major evaluative studies in adult services 
listed below has avoided all these problems, but acknowledgement of 
these as problems is made in the studies of the 1970s and progress is 
significant. 
Adult Education Activities in Public Libraries ( 1954) 
The checklist or inventory has been an important tool in early steps 
in evaluation of adult services. The use of the checklist of adult services 
as a tool for evaluating the state of the art on a national scale was well 
demonstrated by Helen Lyman Smith (1954).19 This inventory re- 
ported numbers of librariks offering any of thirty-seven services, a 
diversity of kinds of materials/methods/means for accomplishing these 
services, as well as analysis of the library units responsible for providing 
the service and the personnel skills required. This richly textured 
inquiry provided a basis for local library evaluation and gave the ALA a 
basis for redirecting its adult services efforts. 
The relative unsophistication of evaluation methods used in adult 
services in 1954is directly measured by the public libraries' own report. 
Almost 60 percent reported use of comments by participants, 46 per-
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cent the number of persons participating in an event, 42 percent by 
"demand," 25 percent each by new patrons won or by librarian's 
"hunch," while the more direct measures of effect such as "changes in 
attitudes" (6.7 percent), "change in knowledge" (5percent), interview- 
ing (3.8 percent), trained observers (3.77 percent), and rating scale (.6 
percent) had relatively little use. 
While there were judgmental values assigned to particular services 
through a series of weights, these were not developed into a framework 
for evaluation, nor did the survey attempt to establish from its findings 
norms or relationships among services that might provide such a 
framework. 
Grant Evaluation Study ( 1958) 
The Fund for Adult Education's influence on evaluation of adult 
services was significant in requiring major terminal evaluation of their 
grant projects. In 1958 Charles H. Hewitt prepared for the ALA's 
Office for Adult Education a descriptive and analytical evaluation of 
three major programs of adult services carried out in public libraries 
across the United States during the 1950s: the American Heritage 
Project, a cluster of "adult education subgrant projects," and the 
Library-Community Project.20 While this evaluation employed no 
statistical analysis of data in the context of program objectives and no 
assessment of negative effects, it nevertheless drew upon the program 
records and reports to provide not only descriptions and numerical 
counts of activities and participants, but also to cite extensively the 
principles of adult services that were clarified by the project experi- 
ence, to provide a basis for future evaluation of adult services. The 
development of evaluative and descriptive statistics for the American 
Heritage Project is fully reported here; this project represents a 
nationwide assessment of the impact of this service which is innovative 
for libraries, new for users, and successful in the view of both libraries 
and participants. Anecdote and quoted comment are used to illumi- 
nate the significance of statistical data. Attention to evaluation and 
research in the overall assessment of these adult services projects was 
significant, calling for a long-range effort on clarifying goals, princi- 
ples of practice, case studies, and evaluative techniques as a basis for 
building these insights and measures into public library standards21 
Deuelopnent of Methodologzc Tools for Planning and Managing Library 
services ( 1968) 
The use of "standardized inventories of library services" for pur- 
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poses of evaluating a library's service program was proposed and 
developed by Richard Orr, Vern Pings, Edwin Olson and Irwin Pizer in 
1968." While the standardized inventory was originally conceived as a 
tool for precise description of a total program of service, once it was 
developed its application to evaluation was evolved through establish- 
ing a weighting scheme by a panel ofjudges. Experimentation with this 
has shown the inventory capable of distinguishing among libraries in 
terms of quality of over-all program of service. "Adult service" aspects 
in the precise definition are limited to one category, "Instruction and 
Consultation," which is weighted relatively low by the medical school 
librarians in whose libraries the applications have regularly been made. 
In its totality, however, the standardized inventory with its evalua- 
tion model offers a tool for appraisal of a total program of services that 
has been profitably adapted to the public library adult service program 
by E'dwin Olson.23 The major limitation of the inventory as a tool of 
appraisal is its failure to examine the interaction among service ac- 
tivities and evaluation of the service activities in terms of product for 
the user. Unless an exact hierarchy of service activities can be estab- 
lished, the inventory will always fall short of sophisticated evaluation. 
Sunley of User Sen l i c~  Policies in Indiana Libraries and Information Centers 
( 1970) 
Olson, in application of the 1968 inventory technique, provided 
comparative profiles of "readiness to serve" in public, school, academic 
and special libraries. While adult services were not separated from 
children's or  young adult services, the "User Instructions and Educa- 
tional Programs" profile shows the possibilities for this method of 
description and analysis. It is important to recognize, however, that 
-pathbreaking as this Olson study is for adult services in the context of 
public libraries-there are flaws in the basic inventory. There is an 
acknowledged weakness of data-gathering through questionnaire 
rather than interview, and the researcher warns that the weights estab- 
lished for public library user services should not be considered "rep- 
resentative" of public librarians'judgments but are used only to enable 
demonstration of the model. All these factors make the reported 
findings matters of demonstration of a method rather than evaluation 
of adult services in Indiana libraries.24 
The limitations of this checklist method of evaluation of programs of 
service at the individual library level still rest in the fact that it is the 
interaction among the service techniques or methodologies in terms of 
the patron's need that truly describes the "service." At state level 
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(Olson, 1970) and at national level (Smith, 1954), however, the gaps, 
emphases, and achievements in adult services emerge from use of the 
inventory. With such national or state norms available from a 
checklisdinventory approach, individual libraries may construct a 
rough estimate of the individual library's program of adult services as 
guidance to constructing a more careful objective-oriented evaluation. 
Because the Smith study is now twenty years old, and because the Olson 
study has the limitations cited above, the findings of neither can be 
accepted as "norms" for even this rough evaluation at this time. But the 
Olson study provides an excellent "first application" of the Orr, et al. 
approach to adult service evaluation in public libraries. 
The Dzsadzlantaged and Libra9 Effecti.r~eness (1972) 
Claire Lipsman's recent study, The Disadvantaged and Libra? 
EffPctiveness,%ses the case study method to establish a set of criteria 
against which individual library programs of service to the disadvan- 
taged may be measured and to elaborate a procedure and tools for the 
use of the criteria. Avoiding the limitations which a questionnaire survey 
imposed on Olson's study, Lipsman structured a case study style, using 
interviews with library staff, users and nonusers, and community agen- 
cies, that nevertheless derived some of the benefits of survey research 
through its consistent application of questions around a few themes for 
inquiry. Generalizable findings, therefore, may be said to have 
emerged from the study of fifteen public library systems serving the 
disadvantaged.. 
With skillful use of discriminant analysis of data on users and nonus- 
ers, Lipsman broke open some of the stereotypes about library users to 
show that they differ significantly from nonusers in their upward 
mobility orientation, their knowledge of community affairs and re- 
sources, and their responsiveness to ideas from many sources in addi- 
tion to print, and that these elements were more important statistically 
in distinguishing them from nonusers than the traditional and ever- 
present data showing income and educational level difference^.^^ Such 
analysis of users and nonusers enables library service objectives to be 
somewhat more realistically determined. Assessment of service pro- 
gram objectives is one area which Lipsman stresses. She proposes a 
second approach to evaluation of objectives: the measurement of the 
gap in perception of library program objectives between library staff, 
board, agencies and n e i ghbo r ho~d . ~~  
Lipsman analyzes the kinds of library statistics recording "library 
outputs" that offer some measure of library impact2' and proposes a 
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few useful additions. But most importantly, Lipsman proposes evalua- 
tion of programs of service to the disadvantaged through a systems 
approach to measuring effectiveness. She offers a schematic model 
that relates each portion of program (objectives, planning, implemen- 
tation, product, costs) to specific measures of effectiveness and to 
overall assessment in terms of their coherence and relation to commun- 
ity needs and library goals. 
The criteria established for measuring effectiveness of programs of 
service to the disadvantaged are complex, nonstatistical, and qualita- 
tive: (1) community involvement and support of the program; (2) 
community assignment of status and significance to the activity; (3; 
user involvement in some form of activity in relation to the use of the 
service, or at least as "receivers" of programs which have audiovisual or 
sensory as well as print stimuli present; (4) competent staff for plan- 
ning strategies for management and leadership, creative program- 
ming, knowledge of materials, and interpersonal relations; and ( 5 )  
autonomy for. the project staff within the library's organization. Elab- 
oration and illustration from the case studies amplifies and makes clear 
the meaning of these criteria, while no attempt is made to develop 
scales for measurement of a program against these criteria.28 
As a final contribution to measurement of library effectiveness in 
this study, Lipsman provides a Program Planning Matrix as a tool to 
organizing data about program planning, implementation and costs 
that aid in providing the basis for a rough, but a consistent and com- 
prehensive, measure of program effectiveness. 
In short, Lipsman's study carefully approached the total environ- 
ment of service to the disadvantaged, observed the full situation, de- 
veloped criteria for success, and created tools and adapted procedures 
for their application in assessment of such programs. The usefulnessof 
this highly sophisticated approach to evaluation rests to a large extent 
on the sophistication of the evaluator, but it does not distort nor does it  
rely on partial indicators for overall evaluation. Refinement of criteria 
and tools for more widespread application can come later; this report is 
currently the most advanced approach to evaluation of a services 
program available. 
LIBRARY USE STllDIES 
Library use studies as a tool for evaluation of adult services has a long 
tradition. The familiar count of circulation, attendance at library 
events, and requests for one service or another have served as indi- 
cators that what the library offered was what was wanted. Public library 
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surveys have included statistics of these sorts, and amplified these 
counts by percentage of the community registered as borrowers. 
hleasure of the degree of satisfaction users feel in use of the library are 
taken as rough indicators of the value of services. 
To the extent that library use studies indicate the readiness of special 
publics to use the library, they serve to affirm particular objectives for 
the adult service program. The marked effect of the 1949 Berelson 
study of public library users 29  in focusing service to the community 
leadership and the "communication elite" for a fifteen-year period 
demonstrates the determinative power of the library use study. Studies 
of nonlibrary users, to the extent that they indicate the needs and wants 
of the community, may serve similarly to revise and refocus public 
library objectives and provide a significant element in the design of 
adult service programs and in their evaluation. 
The Bundy study, Metropolitan Public Library Users,30 was designed to 
provide generalizable information about public library use since it 
involved a random sample of users in eight public library systems in 
Maryland. This generalized information about public library users was 
seen as providing a standard or norm against which other public 
libraries studying their users might interpret their findings. At the 
same time, Bundy used the findings to provide a basis for evaluation 
and review of goals and services for the aggregate eight library systems 
whose users were surveyed. The patterns of library use and the reac- 
tion of users to services not only provided direct information about 
needs met and services provided, but also served as indicators of needs 
not met and forms of service required. Because there was no study of 
nonusers, nor comparison of the demographic structure of user 
groups with census data for the area in terms of age, income, education 
and so forth, the study was not able to evaluate as clearly the excellen- 
cies or weaknesses of the library's reach or service. Analysis of the 
reasons for using the library and reasons for dissatisfaction, when 
correlated with the backgrounds of the users, gave the clearest indica- 
tion of the direction of change in services required. Elaboration of the 
reasons for use in terms of adult service objectives would have pro- 
vided an even more useful evaluation of this area of service. 
The published report of the Bundy study tends to present data about 
use and users for the total body of users of the eight library systems, 
Producing a general overview. While this indeed was its objective, the 
overview obscures the individual patterns for each system or branch 
within a system. For evaluation purposes, separate reporting of data 
for each system or  unit against the background of total figures would 
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be more effective. Such a survey as this lends itself to more intensive 
analysis within a library unit or system and would provide a sound basis 
for refocusing of objectives and redirection of service programs. 
In contrast to the Bundy study of users of eight library systems, the 
Use Survey Conducted at the Fairbanks (Alaska)North Star Borough Library3' 
(1973) provided data on a single library unit, recorded data about use 
and users in adult service-oriented categories, and analyzed the data in 
greater depth for their implications for changes needed in the service 
program. An additional strength in the Fairbanks study is the availabil- 
ity of comparative data from a similar study done in this library in 1971. 
Categories helpful in analyzing effectiveness of the adult services 
program include: types of use of the browsing area; duration of stay in 
the library by individual users; five age categories assigned to users 
(preschool, elementary age, adolescent, adult, elderly); use of particu- 
lar facilities such as copying machines, candy dispensers, listening 
units; and participation in group activities. Significantly, most of the 
data about use have been analyzed in terms of three categories of 
publics: white, native, and black. Analysis of the use of both print and 
nontraditional materials in both browsing and loan provides a guide to 
need, especially as increase in use of nontraditional materials is shown 
over the two-year period from 1971. Charts and tables, as well as verbal 
interpretations of data, make clear implications of findings. The Out- 
reach Division reported its "library impact" in terms of the number of 
contacts with individuals in the community in relation to each of its 
major programs: media, consumer education, early childhood, adults, 
community information, all-purpose-oriented services. Impact was 
further measured by anecdote and letters from users who were asked 
to share in the evaluation. 
When such adult service-oriented categories are used to analyze 
library use and users, the data have direct payoff for the adult service 
program of a particular library. It is obvious that the program unit (the 
project, the local library unit, or-at most-the library system) respon- 
sible for the adult service program must analyze the data in terms of 
implications for its own level of policy and program. The airb banks 
study is a good illustration of this. 
The 1970 Bonser and Wentworth Study of Adult Information Needs in 
combines the examination of users and nonusers in a 
statewide study to draw conclusions on the relative effectiveness of 
public library service to particular publics whose library needs were 
assumed to be primarily informational. Farmers, labor and business 
people were found to view the public library as a source of recreational 
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and general reading rather than information in Indiana. Only the 
better-financed public libraries were seen as offering a significant 
information service to the men who were panel members or respon- 
dents to a survey questionnaire. This indirect measure of the public 
view of the importance to adults of the cultural and recreational service 
of public libraries invites a more detailed study of effectiveness in these 
areas. Bonser and Wentworth concluded, in relation to the import of 
the study for a redirection of public library goals, that unless specific 
programs were designed to meet the information needs of the 
"specialized markets," the public library seemed destined to be sup- 
planted by some other organization in this area of service. Only the 
combined study of users and nonusers could have provided the per- 
spective and challenge to reexamination of library objectives inherent 
in this study. 
A third area of library use study emerges in Zweizig's doctoral 
research study, "Predicting Amount of Library Use: An Empirical 
Study of the Role of the Public Library in the Life of the Adult Public"" 
which tests social and psychological factors, as well as reading and 
education as predictors. Close in style of research design and assump- 
tions to the 1968 Rees and Paisley study, "Social and Psychological 
Predictors of Adult Information Seeking and Media Use,"33 the 
Zweizig study applied the search for predictors to library use by de- 
veloping an index of library use that was a composite of information, 
general reading and social aspects of use. This study signals the 
emergence as library use predictors of such new elements as readiness 
-
to use professional sources (or experts) as sources of information, and 
open-mindedness, as well as confirmation of such elements as amount 
of book reading, amount of education and amount of community 
involvement as important predictors of library use. These new ele- 
ments as correlates-of libraiy use suggest measures of program effec- 
tiveness or revision of program objectives in the adult services 
program. 
Further, Zweizig's separation of moderate users from frequent users 
and nonusers, and discovery of separate predictors for this group, 
suggests a more careful tailoring of modes of adult services for specific 
levels of library users, and, concurrently, greater discrimination in 
evaluation of services as they are designed to reach these distinct levels 
of users. 
Library use studies, as they come to utilize sociological and 
psychological measures, suggest both a refinement of library service 
programs along the lines of their findings and an experimentation in 
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the use or adaptation of these measures for evaluation of the services 
program. 
CASE STUDY OF PUBLIC LIBRARY ADULT SERVICES 
Effective use of the case study method of evaluation of adult service 
programs was seen in the work of Lipsman in The Disadvantaged and 
Library Effectivenes~.~ A comparably effective study of five libraries' 
adult services programs was done by Eleanor Phinney (1954)inLibmr) 
Adult Education in Action.34Both studies used individual case studies as a 
method of arriving at guiding principles and criteria for evaluation, 
hoping to extend the benefit of this evaluative research to .library 
service programs beyond the cases themselves. They relied on use of 
several cases to arrive at generalizations. 
Although Phinney examined the total adult service program of each 
library studied and Lipsman examined only that portion of the adult 
service program related to service to the disadvantaged, both used the 
case study method for its best contribution: description and analysis of 
adult services program in terms of the interaction among the service 
techniques and methodologies. Actually, the findings of the Lipsman 
study in terms of criteria do not contradict, but do creatively amplify 
the findings of the earlier Phinney study, demonstrating perhaps the 
usefulness of the Lipsman focus on services to a particular group 
of users, i.e., a special public. 
The case study of the Enoch Pratt Free Library prepared by Lowell 
Martin in four reports35 is fundamentally a series of examinations of 
implications for the library service drawn from an intensive 
user/nonuser study in Baltimore in 1961. The third report in the 
Deiches Fund Studies of Public Library Service, Baltimore Reaches Out: 
Library Service to the Disadvantaged (1967),36deals directly with an area 
of adult services. This report is based on general knowledge of the 
Enoch Pratt Free Library and makes no attempt to evaluate in precise 
terms the current program of adult services. Rather, it projects from a 
few basic facts about the users and nonusers, by educational levels, the 
need for special adult service programs to meet the needs of adults of 
limited education. As a case study, it offers guidelines to development 
of programs for any public library and thus provides a kind of measure 
of effective program development. Perhaps the most significant con- 
tribution of this report is the fact that the amount of data is less 
significant in evaluation than the readiness to take the measure of the 
gap between stated library goals and the limitations of the adult service 
program as a real challenge to change in the program. 
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NEXT STEPS IN EVALUATION SERVICESIN ADULT 
There are basically two purposes for evaluation of adult services 
programs: (1) to provide a basis for program readjustment and redi- 
rection to fulfill library goals more effectively, and (2) to provide an 
account of achievement that justifies continued financial support of 
adult services. Neither one of these purposes can be allowed to ignore 
the other. The measures of effectiveness of adult services programs 
that serve one purpose also tend to serve the other. Impact of adult 
service programs on community problems, user satisfaction, commun- 
ity appraisal and cost efficiency suggests areas for measures of equal 
and sustained importance. Factors in determining initiation, con-
tinuance and modification of programs include: relevance (the rela- 
tion of the service to community needs and interests), significance (the 
relation of the service to library philosophy and goals within the com- 
munity), acceptability (the readiness of the users to use and the sup- 
porters to support), feasibility (the availability of resources of person- 
nel, materials, etc.), and achievement (capacity of the service program 
to meet the need). Evaluation, then, must take these factors into 
account, using as often as possible statistical measures of qualitative 
effectiveness and social indicators of impact. 
The field of adult services over the last three decades has regularly 
turned to the expertise of the field of adult education for invigoration 
of its philosophy, program concepts, and evaluative expertise. Wilson 
Thiede, Professor of Adult Education at the University of  
Wisconsin-Madison, has been spokesman to adult service librarians in 
the area of evaluation. His categories (1968, 1972)of evaluative meas- 
ure (judgments by learners and administrators; behavioral objectives; 
adoption of new behaviors and practices by learners) are developed in 
the framework of education, but have simple and direct applicability to 
library adult services with easy translation of termin~logy.~'  It is clear, 
however, that such evaluative approaches are useful only when adult 
services are seen to be purposeful in terms of their use by individuals in 
the community and to the meeting of community needs and the solu- 
tion of community problems. There are two significant developments 
in public library adult services that move in this direction. 
Ralph Beals (1943) defined the public library's role in adult 
education/adult services as the "infusion of authentic information into 
the thinking and decision-making of the c ~mmun i t y . " ~ ~  This is, in- 
deed, the objective of the new "neighborhood information centers." 
Proper evaluation of these community services, often housed in 
"community action centers," requires analysis of the total environment 
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within which the information service operates. Major elements in pro- 
vision of community information that depart radically from traditional 
reference service and that incorporate an adult services rationale in- 
clude: 
1. close cooperation with community agencies, both in terms of receiv- 
ing clients and referring them, and in terms of regular flow of 
information on which the library and the agencies base their ser- 
vices; 
2. 	active program of stimulating the use of the service in the neigh- 
borhood, with the library seeking out residents in need of informa- 
tion and bringing them to a level of readiness to use the information 
in an effective style, and adapting the form of information to users' 
needs; 
3. 	organization of a neighborhood advisory committee, which shares 
in policy development and guidance of growth of the program: and 
4. 	recruiting, training and supervising volunteers and part-timelfull- 
time paraprofessionals from the conlmunity who serve as frontline 
service personnel in provision of information. 
These above elements of service programs are inherent in all major 
service programs involving information and referral centers. A sig-
nificant example of these is the five-city experiment in Atlanta, Cleve- 
land, Detroit, Houston, and Queens Borough. The proposal for this 
project, developed by Dorothy 4 n n  Turick, focuses on evaluative 
research: A Proposal to Research and Design Criteria for the Implementation 
and Establishment of  a Neighborhood Information Center in Fiue Public 
Libraries in Five Cities . . . Final Report (1973).39While the evaluative 
design and measures are still being developed, the report of the first 
aspect of the study builds the above concepts into the objectives; meas- 
ures of these typically adult service-oriented objectives and 
methodologies will inevitably be developed in the continuing project. 
A comparable project now funded for segments of the public li-
braries in New York City developed its thinking on evaluative meas- 
ures to a high degree in the Proposal to Create Citizens'Information Centers 
in New York City (1971),prepared by Administration and Management 
Research Association in conjunction with the Brooklyn Public Library, 
The  New York Public Library, and the Queens Borough Public 
Library.40 This detailed plan for evaluation stresses such research 
issues as: What amount and kinds of information are needed to make 
crucial life decisions? What are the relative assets and liabilities of 
paraprofessionals and of professionally trained staff in the communit~ 
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information service? What kinds of intervention are appropriate for an 
information center? How much assistance can and should be provided 
within the confines of the basic objectives of an information and refer- 
ral service? What changes in attitudes toward self and community 
occur in relation to increased access to information? Such issues relate 
to social change process, to human growth and development, to human 
relations within a library staff and in a community. Criteria and meas- 
ures evolved in this program will be of major importance to the adult 
services field. Specialists in sociological research have been involved in 
the design of both the New York City and the five cities project. 
The New York City project stresses not only process criteria but also 
product criteria. The process-evaluation model developed by the Out- 
reach Leadership Network of New England (1972) wiIl prove invalu- 
able to these experimental neighborhood information service pro- 
grams, as will the more product-oriented evaluation measures de- 
veloped in the information-giving field. Both process and product 
evaluation for community information services have clear, measurable 
objectives within their grasp and the library contribution to solution of 
community problems in terms of providing relevant, effective infor- 
mation provides a basis for measurement of "library impact" as well as 
of "library output." 
In addition to these developments in the area of community infor- 
mation centers, the evaluative approaches now being taken by the state 
libraries of the United States will have an even more pervasive influ- 
ence on the readiness and capacity of public library adult services staffs 
to develop competent evaluation of their programs. 
The statewide library planning now taking place under the leader- 
ship of the U.S. Office of Education's Bureau of Libraries is enabling 
some state planners to focus on service to special publics, and to require 
public library systems to account for their activity in evaluative style in 
terms of meeting needs of publics. Typical in approach and excellent in 
achievement is the above-mentioned Nebraska five-year state plan, 
People .  . . Sewing People ,  which establishes criteria for service to spe- 
cial publics in terms of collections tailored to clearly identified indi- 
vidual needs and in terms of "empathetic, people-oriented staff' who 
can respond to these needs, provide "assistance and guidance to use 
library materials" and work with local residents in planning the 
facilities for service to cultural s u b g r o ~ p s . ~ ~  The concept of "inte- 
grated services" focused on such social needs as drug abuse education, 
early childhood education, environmental education and aging. It 
places evaluation of the adult service program in a sophisticated 
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framework of interactive service techniques and methodologies whose 
impact must be evaluated in terms of community change. 
While not all statewide plans for library service are couched in terms 
of objectives focused on service to the ultimate consumer, a number 
include aspects of planning in these terms. Their development of 
criteria and measures of effectiveness will infuse the public libraries in 
their states with knowledgeability and practice in using such criteria 
and measures for adult services. 
Beyond the leadership of state libraries in the adult services field, 
however, the now-universal state library practice of planning in sys- 
tematic style will have set the pattern for such planning at system levels 
and eventually at local unit levels. Because evaluation is built into such 
systematic planning, the practice of developing measures and indi- 
cators to justify and evaluate services will strongly influence the adult 
services field. 
While direct attention to evaluation of adult services, has been a 
phenomenon since the 1940s with the Flexner and Hopkins objective 
evaluation of Readers' Advisers at Work (1941),42 the Fund for Adult 
Education in the 1950s and the U.S. Office of Education's Bureau of 
Libraries and Educational Technology in the 1960s exerted pressures 
to sustain the effort. Growing sophistication of public librarians in 
research techniques, state library requirements, and local government 
mandates for agency accountability have been additional influences in 
shaping what is now becoming an evaluative approach to planning and 
conducting adult services. 
The sophistication of the field of adult services itself has been an 
important factor in enabling the development of evaluation practices. 
Agreement on goals, a body of principles for the practice of adult 
services, evolution of purpose-oriented services, and mobilization of 
sociological and psychological research skills for use in adult services 
are now well underway. As these elements of the adult service field 
mature, evaluation will become effective. It seems likely that the man- 
date to evaluate may force growth of these four major elements. 
For the 1970s, adult service librarians will look to the groundbreak- 
ing studies of Orr, Olson, Lipsman and others to set models for evalua- 
tion, and will feel the hot breath of local government and of state and 
system libraries as they speed their experimental local attempts at 
developing measures and indicators to show that adult services are 
meeting individual and community needs for educational and cultural 
growth and enjoyment. 
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